ABSTRACT
INTRODUCTION
igher education institutions across the world have experienced the introduction of processes for quality assurance. The increasing competition among higher education institutions to attract highly qualified students toward achieving high academic profiles is forcing them to pay more attention to service quality issues. This makes it prudent to examine whether the quality process has produced the enhancement of core outputs.
This study measures expectations and perceptions of students and staff to determine their satisfaction of service quality provided at Durban University of Technology in South Africa. The subject of service quality measurement in higher education has recently attracted the attention of many researchers (Koni, et . The institution's process and outcome affect students and staff judgment of service quality provided by the institution. The process involves how students and staff, as major service customers, are treated during the service interaction, and outcome is the actual result being experienced by the customers (Cuthbert, 1996) . On a daily basis, students and staff will interact with the institution and experience varying degrees of services. Students' perceptions of the higher education experience have become increasingly important as institutions of higher education have attempted to become more student-centric (Khodayari & Khodayari, 2011; Mahadzirah & Wan, 2003) . Now this study, adopting a quantitative paradigm, investigates the quality of service delivered by identifying the difference between customer expectations of service and perceived service at two of the campuses of the Durban University of Technology (DUT), viz Riverside and Indumiso Campuses. It is equally important for DUT and other universities to identify whether the institution is meeting customer expectations in the higher education sector. The uniqueness of this study is its relation to universities of technology, which is relatively new in South Africa.
LITERATURE REVIEW
The concept of service can be defined as an intangible product that cannot be owned or stored, but it comes to an existence at the time and place it is delivered for consumption. Service quality is the extent to which a service meets or exceeds the expectations of customers (Jain, Lewis & Mitchell, 1990; Parasuraman, 2004) . The notion of difference is the degree and direction of discrepancy or gap between customer expectations and perceptions of a service (Parasuraman et al., 1985) . The measurement of service quality has been illustrated along a continuum ranging from ideal quality to totally unacceptable quality with some point along the continuum representing satisfactory quality. The position of customer perceptions of service quality on the continuum depends on the nature of discrepancy between the expected service and the service perceived by the customer. On one hand, if expectations are greater than perceptions, the perceived service quality is less than being satisfactory and customer dissatisfaction is said to occur. On the other hand, if expectations are less than perceptions, perceived service quality is said to be satisfactory and will tend toward ideal quality with increased positive discrepancy between expected and perceived service quality. Grönroos (2008) supports the notion that service quality as perceived by customers, stems from a comparison of what they feel that service organisations should offer (i.e., from their expectations) with their perceptions of the performance of organisations providing the service. Customers' perceptions depend on their comparison of their prior quality and productivity depends not only on the performance of the service provider's personnel, but also on the performance of the customer. This gap between the customer's expectation of the quality of the service and the perceived quality of the service received can be explained by the Gaps Model. The Model proposes that expectations of customers are a function of disconfirmation and that a customer makes a comparison between his/her experience with pre-consumption expectations (before-service consumption) and post-consumption experience (after-service consumption). Based on this comparison, a state of satisfaction or dissatisfaction toward specific services is surmised.
The Gaps Model
Zeithaml et al. (2006) say that customer expectations are standards or reference points that customers bring into the service experience, whereas customer perceptions are subjective assessments of actual service experiences. The Gap Model draws a comparison between the qualities of a service that a customer expects to receive with the actual level of perceived service performance. The distinction between the disconfirmation paradigm, as it is called in customer satisfaction literature and the Gap Model in the service quality literature, has been highlighted in Iacobucci et al. (1995) . The Gap Model identifies five gaps where there may be a shortfall between expectation of service levels and perception of actual service delivery (Koni et al., 2013) . Figure 1 illustrates the Gap Model of service quality.
Customer expectations need to be properly understood to successfully manage them and service gaps should be identified from a customer's perspective (Miremadi et al., 2011) .
The five gaps of service quality shown in Figure 1 are briefly enunciated as follows:

Gap 1 is the difference between the actual expectation of customers and what the service marketer perceived as expectation of customers.  Gap 2 is the difference between marketer perception of customer expectations and the translation of those perceptions into service quality specifications.  Gap 3 is the difference between the customer service quality specifications and the actual service delivered by the marketer.  Gap 4 is the difference between the actual service delivery and what is communicated to the customer.  Gap 5 is the difference between the customer's perceived service and expected service.
Figure 1: GAPs Model of Service Quality
The immediate focus of this study is to evaluate Gap 5 service quality in a higher education context. Gap 5 is the discrepancy between the customer's actual expectations for service quality and their perceptions of the actual service delivery. This gap forms the basis of a customer-oriented definition of service quality, but other gaps are contributors to the service quality gap that may be perceived by customers (Nitecki & Hernon, 2000) . Parasuraman et al. (1988) originally proposed ten dimensions of service quality with five basic gaps to be analysed -tangibility, reliability, responsiveness, competence, courtesy, credibility, security, access, communication, and understanding the consumer. Their research was later refined leading to the development of the SERVQUAL scale which measures customers' perceptions of service quality. The original ten dimensions were later condensed into five: 
RESEARCH METHODOLOGY
This study aims to measure students' and staff's expectations and perceptions of service quality to determine their satisfaction in a higher education institution. The survey is the method of data collection and interpretation. The study used a sample of 280 respondents from a University in South Africa to obtain the score for each of the 26 expectation items.
Respondents
The data for this research was elicited by a survey that was administered to undergraduate students, as well as staff, between the ages of 17 and 60 years. These respondents were selected from Durban University of Technology in South Africa (researcher's university) for at least four consecutive semesters. The experience in a university is a fundamental requirement to measure service quality. The researcher received assistance from lecturers to administer the survey to second and third-year students of the University. Twenty minutes of the lecture time was used to complete the survey under a controlled environment. Surveys were administered to staff during the tea interval (between 10:00 and 10:20).
A convenience sampling technique was used to administer the survey across the two campuses. A total of 300 surveys were distributed to students and staff, of which 280 were returned as useful samples. The analysis of data reflects that the majority of the respondents (64.64%) came from the Riverside campus. There were slight variations in the percentage of respondents from second-year (39.29%) versus third-year (37.50%) students and Academic (12.50) versus Administration staff (10.71). Most of the respondents that participated in this survey were in the age group of 17 to 21 years (36.07%) and there were fewer males (40.71%) than females (59.29%). This reflects the population dominance of women over men in South Africa. Table 1 highlights the respondents profile. 
Instrument and Measurement
The SERVQUAL survey comprised of two sections; i.e., customer service expectations of university services and customer service perceptions of the service received from the university. In the service expectations section, respondents were asked to indicate, on a seven-point Likert scale (1 = strongly disagree, 2 = disagree, 3 = mildly disagree, 4 = neutral, 5 = mildly agree, 6 = agree and 7 = strongly agree), the extent to which they believe an ideal university possesses the characteristics described in the statements. The perceptions section required respondents to indicate the extent to which the university possesses the characteristics described in the statements. The survey was divided into five dimensions: 
Data Analysis
The SERVQUAL survey was used to measure service quality and the assessment involved computing the difference between the ratings assigned to the expectations and perceptions statements; i.e., SQ = P -E. (Youseff et al., 1995 ). An average score was calculated for each response on the statements in both the expectation and perception section of the SERVQUAL survey based on the seven-point Likert scale. The statistical tests were administered on IBM SPSS version 20.0, as the statistics on SPSS are equipped to handle empirical data. The MannWhitney statistical test was used to draw comparisons and to identify any significant differences. This test is used extensively for comparing the differences between two independent samples which, in the case of this study, is Riverside Staff versus Indumiso Staff; Riverside staff versus Indumiso students, and Indumiso staff versus Riverside students.
Reliability
To determine the reliability of the data collected, Cronbach's Alpha was calculated. Cronbach Alpha ranges between 0 and 1, with 0 indicating a perfectly unreliable measurement and 1 being a perfectly reliable measurement. The Cronbach Alpha was calculated for each subscale or service quality dimension in the survey (results are tabulated in Table 2 ). All Cronbach's Alpha coefficients are higher than 0.7, indicating a reasonably high level of reliability of the measurement instrument; i.e., the questionnaire.
4.
FINDINGS AND ANALYSIS Table 3 shows the factor score for each of the five dimensions as well as the factor score for each statement from the five dimensions. The scores indicate that expectations have all exceeded the perceptions by roughly 1 or 2 units. The biggest differences are with regard to physical and academic services (-2.208), commitment to serve (-.020), and visual aspects (-2.063). Graphically, the SERVQUAL index is therefore as shown in Figure 2 and Table 4 . The Gap analysis clearly indicates that there is a significant difference between expectations and perceptions of the respondents. The substantially large number of gaps, which is evident across all dimensions, is indicative of a considerable discrepancy between the expectations and perceptions of the respondents. Following is an analytical discussion of each of the five dimensions.
Analysis of the Physical and Academic Services Gap
This was the highest recorded gap of the five dimensions. The overall average gap score for the dimension physical and academic services was -2.208. The biggest contributor (-3.15) to this difference between expectations and perceptions in this dimension was the statement that excellent universities need to have modern libraries with complete collections. Another key contributor to this gap was the statement that excellent universities have complete and modern laboratories (-3.01). This indicates that the DUT needs to provide complete and modern laboratories if the institution wants to gain a competitive advantage.
Analysis of the Commitment to Serve Gap
This dimension was the third highest recorded gap. The overall average gap score for commitment to serve was found to be (-2.02). This implies that customers of the DUT are not completely satisfied with the commitment to serve aspect of service quality. The biggest contributor (-2.25) to this difference between expectations and perceptions in this factor was the statement that excellent universities provide quick and prompt service. This indicates that the customers of the DUT are not happy with this quality of service and the DUT must put measures in place to counteract this problem.
The second biggest contributor (-2.10) to this difference in this dimension was the statement that excellent universities show interest in solving students' problems. The students indicated that they are not satisfied with the type of service they are receiving from staff showing interest in solving student queries and concerns. It is important for the management of the DUT to address this issue as students are one of the most important stakeholders to the institution.
Analysis of the Human Factor Gap
The overall gap score for the human factor was found to be (-1.85). This was the second lowest recorded gap score of the five dimensions. The highest statement gap score for this dimension of service quality was (-2.33) which was for the statement that excellent universities provide accurate and timely information.
The second biggest contributor (-1.79) to this difference between expectations and perceptions in this dimension was the statement that excellent universities apply discipline to everybody. This would indicate that customers of the DUT do not feel that the discipline instituted by the DUT is executed fairly.
Analysis of the Visual Aspect Gap
The overall gap score for visual aspects was found to be (2.0625). This was the second highest recorded gap score of the five dimensions. The biggest contributor (-2.92) to this gap was the statement of excellent universities have modern-looking equipment. This implies that the management of the DUT needs to address the issue of having modern-looking equipment. This is particularly an important issue to rectify at a university of The second biggest overall contributor (-2.62) in this dimension was the statement physical facilities of an excellent university are visually appealing. This indicates that the customers of the DUT do not find the physical facilities of the institution visually appealing. Management can rectify this by ensuring that changes are made to ensure that the physical facilities are made visually appealing.
Analysis of the General Attitudes Gap
The overall average gap score for general attitudes was found to be (-1.63). This was the lowest recorded gap score of the five dimensions. The highest statement gap score for this dimension was (-1.85) for the statement excellent universities have good admission procedures to recruit qualified students. This implies that the DUT does not have good admission procedures to recruit qualified students. Management can ensure that policies and procedures are designed and implemented in order to rectify this issue of service quality.
The following discussion is a comparison of perception scores between staff versus staff; Riverside staff versus Indumiso students, and Indumiso staff versus Riverside students.
Comparison of Staff versus Staff on Each Campus
The Mann-Whitney Test was used to compare staff versus staff on each campus with respect to their perceptions; results are shown in Table 5 . 
H o :
There are no differences between the Indumiso staff and Riverside staff with respect to their perceptions.
There are differences between the Indumiso staff and Riversides staff with respect to their perceptions.
At the 5% significance level, H o will be rejected for all the p-values less than 0.05 (the shaded ones) and it will be concluded that there are differences between the Indumiso staff and Riverside staff with respect to their perceptions. Otherwise, for the (unshaded questions), H 0 will be accepted.
Comparison of Staff versus Students
The Mann-Whitney Test was used to compare staff versus students on each campus with respect to their expectations; results are shown in Table 6 . There are no differences between the Indumiso students and Riverside staff with respect to their perceptions.
There are differences between the Indumiso students and Riverside staff with respect to their perceptions. There are no differences between the Indumiso staff and Riverside students with respect to their expectations.
H 1 :
There are differences between the Indumiso staff and Riverside students with respect to their expectations.
At the 5% significance level, H o will be rejected for all the p-values less than 0.05 (the shaded ones) and it will be concluded that there are differences between the Indumiso staff and Riverside students with respect to their expectations. Otherwise, for the (unshaded questions), H 0 will be accepted.
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The above test results show that there are differences in expectations of services among staff and students on both the Riverside and Indumiso Campuses of the Durban University of Technology.
CONCLUSION
This study has measured the expectations and perceptions of students and staff in order to gauge the service quality in a higher education institution. All five dimensions -physical and academic services, commitment to serve, human factors, visual factors, and general attitude -revealed that both students and staff are dissatisfied with the service quality received at the DUT. The findings reveal that, on average, customers had high expectations in tangibles, reliability and assurance dimensions and their highest perceptions were found in the assurance dimension. The study opens the door to conduct similar studies across other public and private universities and to establish comparison of the results. Additionally, the results of this study have started efforts to measure and compare student satisfaction regarding services provided at other universities in South Africa. Replication studies using large samples would be useful in order to corroborate this study's findings and to address the limitation of the study for a single case study.
